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SUBJECT: State Forns shall Include Public Access Tel ephone Nunber

SUMVARY

This bill would require that each state formshall contain a public access

t el ephone nunber of the state agency responsible for admnistering that form

EFFECTI VE DATE

This bill would be effective January 1, 1999, and apply to all forns used after
t hat date.

Program Hi st ory/ Backgr ound

The Franchi se Tax Board s public access phone system for general information and
assistance is conprised of an interactive voice response system (I VR) and the
Taxpayer Service Center. The IVR is an automated phone systemthat provides
scripted answers for commonly asked tax questions. The Taxpayer Service Center
phone systemis staffed by enpl oyees who answer the nore conpl ex and uncomon
guesti ons asked by taxpayers.

In the cal endar year 1997, the departnent’s two public access phone systens
answered a conbi ned total of 5,804,973 taxpayer phone calls (IVR = 3,521, 546;
Taxpayer Service Center = 2,283, 427).

Currently, the departnment’s public access phone systemis budgeted to answer 70%
of all phone calls received. However, the Board has requested that the
departnent answer all phone calls at a 98% rate. As a result, the departnent
will incur additional costs to operate at the capacity requested by the Board.
The department is currently seeking to obtain additional funds for the 1998-99
fiscal year to neet the Board’'s request.

SPECI FI C FI NDI NGS

Current state | aw provides that the tel ephone nunber of a public agency
communi cating with the public nmust be shown on all official stationery.
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“Oficial stationery” applies to letters or correspondence witten to the public.
However, for the Franchi se Tax Board purposes, stationery includes al
correspondence, forns, and billings used by the Franchi se Tax Board.

The Franchi se Tax Board operates in accordance with state | aw by providing public
access tel ephone nunbers on:

Al'l nontax information/correspondence sent by the departnent

Tax booklets (containing fornms and instructions) and suppl enentary tax
publ i cati ons,

Coll ection and billing statenents
Speci al purpose publications, such as disaster |oss publications

Inserts (However, since inserts are used by different areas of the
departnments, many inserts do not have a tel ephone nunber printed on them
but instead refer to the tel ephone nunber on the primary form encl osed.)

This bill would require that each state formshall contain a public access
t el ephone number of the state agency responsible for adm nistering that form

| npl enment ati on Consi derati ons

The followi ng inpl ementation concerns have been identified. The author’s
staff has indicated a willingness to anend the bill to resolve these
concerns.

The FTB does not publish public access nunbers on tax fornms. However, the
public access nunbers are provided in the tax booklets containing the forns
and are provided on instructions, which acconpany the forns. These nunbers
i ncl ude the automated | VR phone system and the Taxpayer Service Center phone
system On sone tax fornms, adding a public access tel ephone nunber would
consume val uabl e space. On certain fornms, the phone information could only
be added by renoving line instructions normally provided for calcul ating

t ax. In addition, other forns that have no room for additional infornation
woul d need to be redesigned. This includes “scannable” forns approved by
FTB and produced by tax preparation software.

This bill would require the departnent to print a public access tel ephone
nunmber on each formincluding mailing inserts. The FTB inserts are used in
a variety of mailings, and generally refer to the tel ephone nunber on the
primary formw th which the insert is mailed. To conply with this bill, the
departnment would either have to print a variety of different public access
nunmbers on the inserts or the departnment’s general information tel ephone
number. However, publishing the general information nunber on the inserts
may result in additional calls that would have to be redirected.

The department is currently seeking to obtain the funding to begin operating
the call center answering 98% of all phone calls received (As discussed in

t he program history section of this analysis). The additional calls that
may be received as a result of this bill and that would have to be
redirected could inhibit the departnent’s ability to neet the Board' s
desired access |evel.
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This bill would be effective January 1, 1999, which neans the departnent
woul d have to make the necessary revisions for the 1998 tax forns that are
available to be filed in 1999. The departnent nust neet the printing
deadline for the tax booklets and tax fornms by the end of July each year.

This bill would require every state agency to place a public access

t el ephone number on both internal and external forms. It is understood that
it is the author’s intent to provide public access tel ephone nunbers only
for those forns seen or used by the public.

FI SCAL | MPACT

Departnmental Costs

The department’s costs to administer this bill have not been determ ned.
However, if the inplenentation considerations addressed in this analysis are
not resol ved, the departnment costs are expected to be significant.

Tax Revenue Esti mate

This bill would not inpact the state inconme tax revenue.

BOARD POSI TI ON

Pendi ng.






